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National Servicing Center Single Family Housing

Matt Martin, Director, National Servicing Center

Handbook 4000.1, Section lll.A.2.h.xii.

This partial waiver allows Mortgagees to utilize alternative methods for contacting borrowers in lieu of face-to-face interviews to meet the requirements of
Handbook 4000.1, Section lll.A.2.h.xii. Acceptable alternative methods for contacting borrowers include phone interviews, video calling services, etc. The
Mortgagee must document their contact with the borrower following the same protocol that is currently required, noting the alternative methods of contact
used in lieu of face-to-face contact. The partial waiver does not apply to Section 248 Mortgages on Indian Land. Face-to-Face requirements are still in
place for the Section 248 insurance program.

X

Elizabeth Davis, November 23, 2021

x

The related Temporary, Partial Waiver of 24 CFR § 203.604 Servicing Responsibilities, Contact with the Mortgagor prevents this Waiver of Housing 
Directive from conflicting with that regulation. There is no statutory conflict. 

See additional page below for justification.

Julienne Y. Joseph Deputy Assistant Secretary for Single Family Housing

This waiver will remain in effect until December 31, 2023.

JULIENNE 
JOSEPH
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-05'00'

Elizabeth Davis acting on 
behalf of Sherece Tolbert

Digitally signed by Elizabeth Davis 
acting on behalf of Sherece Tolbert 
Date: 2022.12.16 09:21:18 -05'00' December 16, 2022

December 16, 2022



Employee Justification for waiver of Handbook 4000.1, Section lll.A.2.h.xii.

 

 This partial waiver of required face-to-face interviews is being issued due to continued Presidentially 
Declared COVID-19 National Emergency and more recent impacts from the spread of Respiratory 
Syncytial Virus and seasonal flu, and to the current staffing and resource constraints affecting 
mortgage servicers. 

 This partial waiver allows Mortgagees to utilize alternative methods for contacting borrowers, in lieu 
of face-to-face interviews, to gather and convey required information, to assess the borrower's 
circumstances, and to determine appropriate repayment plans, to meet the requirements of Section 
III.A.2.h.xii, under FHA's early default intervention requirements. This waiver is necessary to protect 
Borrowers and their families, as well as Mortgagees and their contractors, from the risks of 
spreading COVID-19 through person to person contact. In addition to continued concerns of COVID-
19, Americans are now facing RSV and increased rates of the seasonal flu. Additionally, FHA notes 
that the use of technology during the pandemic has been successful in achieving the same goals as a 
face-to-face interaction thereby eliminating the need for in person contact. 

 This partial waiver does not apply to Section 248 Mortgages on Indian Land. Due to the statutory 
provisions governing the Section 248 insurance program, face-to-face requirements are still in place 
for the Section 248 insurance program. 

 This partial waiver to the FHA Single Family Housing Policy Handbook 4000.1 guidance aligns with 
the regulatory waiver: Temporary, Partial Waiver of 24 CFR § 203.604 Servicing Responsibilities, 
Contact with the Mortgagor. 
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